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ABSTRACT 
Communications in the workplace has always been an evolving and sometimes 
contentious issue. The ever-changing communication environment has made the workplace 
more efficient and has allowed employees to become more effective in their 
communication. But communications technology has introduced new issues. Alternate 
communication styles ranging from texting, messaging and Skyping to on-line hang-out, 
and on-line chat have created various ways for employees to interact throughout the day. 
The Minnesota Landscape Arboretum uses many communication methods among 
employees to convey information about projects, budgets, program goals and issues as 
well as everyday workplace needs, rules and procedures. The capstone research question 
asks if varying communication methods are preferred as more meaningful by employees of 
different age groups or generations currently working at the Arboretum. Research 
propositions will explore two issues: whether evolving forms of communication and 
technology add value to the work environment or make communication more confusing to 
follow; and whether effectiveness of different modes of communication and information 
exchange in the employee/supervisor relationship varies by generation.   
Primary research is comprised of a quantitative survey and qualitative focus group 
and intensive interviews. An Arboretum employee quantitative survey was completed; six 
intensive interviews and one focus group with seven employees were conducted. The 
interviews were intended to gain insight into the generational habits of communication and 
determine what each interviewee thought was the best channel for effective and efficient 
communication. The focus group respondents were asked to answer questions used to gain 
insight into the results of the quantitative survey.  
The research findings showed that there were generational differences in the way 
employees preferred to communicate, although the tools used in communicating were 
similar.  Insights showed varied resistance by supervisors to change the way they 
communicate with their staff, with some feeling the need to target or focus their 
communication based on the overall preferred communication style of the team, while other 
supervisors felt the team should learn to adapt to the current communication channels in 
order to do their job efficiently.  
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Communication is the most important tool used in the workplace. 
Meaningful and efficient internal (peer to peer) and external (organization to 
consumer) dialogue is vital to the daily proficiency of an organization.    
 
HYPOTHESIS 
 Preferences for workplace communication channels vary by age 
groups or generation.  
RESEARCH QUESTIONS 
Whether effectiveness of different modes of communication and information exchange in 
the employee-supervisor relationship varies by generation.  
 How do different modes of communication shape 
supervisor/leadership styles?  
 How do evolving forms of communication and technology add value 
to work environment and make communication more effective in 
communicating with multiple generations in the workplace?  
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Research findings and insights will shape the direction of future organizational 
communications at the Minnesota Landscape Arboretum as well as spotlight the 
urgency for planning improved internal communications to ensure:  
 Increased workplace efficiency 
 Improved communication quality  
 Creation of a more satisfied workforce 
 Creation of a more productive workplace 
 Improved workplace morale and employee relationships 
 Reduced turnover 
 Increased employee engagement 
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BACKGROUND: 
The Minnesota Landscape Arboretum is part of the College of Food, 
Agriculture and Natural Resource Sciences (CFANS) at the University of 
Minnesota. The Arboretum operates as a quasi-self-sustaining attraction, with 
less than $1 million in support from the University of Minnesota out of its annual 
$10 million budget. It is located at the intersection of Highways 5 and 41 in 
Chanhassen, Minn. The Arboretum was created out of the Horticultural Research 
Center, more than 100 years ago, from land donated by the Minnetonka Garden 
Club and Minneapolis Men’s Garden Club.  In 1958, Dr. Leon Snyder served as 
founding director, continuing with the intent of using the land for the research and 
development of cold-hardy plants that could withstand the harsh Minnesota 
weather.  
The Arboretum has become the premier northern public garden. With the 
most recent land acquisition in 2011, the Arboretum is now 1,200+ acres, making 
it one of the top 10 largest public gardens in the nation. The Arboretum ranks 
among the top metro area attractions, as ranked by Explore Minnesota and is no 
longer the Midwest’s best kept secret.  
The pressure and stress on the Arboretum staff has increased due to the 
growth of the garden, increases in visitorship and demands to generate more 
self-sustaining operating revenue. In 2012, more than 325,000 visitors came to 
the Arboretum to see the gardens, take a variety of adult classes, participate in 
educational youth programs, and enjoy the exhibits or to simply experience the 
outdoors. These numbers are staggering, up more than 20% over 2009.  Yet 
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Arboretum staff and management have not radically changed the workplace 
culture to that of a top-tier visitor attraction. Rather, some longtime staff (and 
volunteers) yearn for the “mom and pop” model while new leadership is engaged 
in changing the culture to face increased demand for revenue, increased 
productivity and decisions that will attract increases in visitorship.  To other staff, 
the pressures and expectations to perform their jobs at a higher level are not 
implemented uniformly, nor is accountability consistent.  This workplace 
environment reinforces the need to build a more effective framework for 
employee communications and adapt communication channels to build an 
efficient and comprehensive workforce.  
With a new Arboretum director hired in 2010, the Arboretum, although a 
part of the University of Minnesota, has started to adopt more of a business 
culture in order to maintain the highest quality experience for the visitor, while 
aspiring to offer a higher level of horticultural excellence and public education.  
The Arboretum employs 230 staff members in the growing season. The 
culture of the Arboretum is that of a family-oriented, caring, interpersonal 
environment among long-time employees. Many newer hires (5 years or less) 
tend to not be embraced in the same fashion, causing difficulty in professional 
work relationships. This type of attitude adds to other current communication 
challenges, including limited use of computers with internet access for gardeners 
and buildings crew, outdated office equipment that runs too slowly for crews on 
short breaks to obtain the information needed to stay informed and, reliance on 
face-to-face communications when gardeners are in outlying areas far away from 
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other staff members. Office staff members are split between three buildings 
which creates some concerns when face-to-face communication is necessary. 
Staff members have resorted to using personal cell phones, in addition to radios, 
to communicate when out on the grounds. This has helped to increase 
communication efficiency temporarily.   
The new leadership, endorsed by the Arboretum Foundation board of 
directors, has created a strategic development and opportunity plan, laying out 
the future growth and direction of the Arboretum. In order to meet goals, such as 
an increase in visitorship to 500,000 in the next five years, a change in how 
supervisors and employees communicate at the Arboretum is necessary. 
Generational communication gaps will only hinder growth and delay future plans.  
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INTRODUCTION:    
Cross-generational communication is becoming an increasingly important 
issue as the largest group of the population, the baby boomers, now consisting of 
47 percent of the workforce, have various roles in the workplace. This means, 
boomers are managing or supervising Gen Xers/Yers while others are being 
supervised by Gen Xers/Yers. The misuse or lack of some communication 
channels may cause a breakdown in communication. The reluctance to adjust, 
possibly due to the lack of knowledge, contributes to the communication barrier 
among the generations.   
Due to the different generations now prevalent in the workplace, the need 
for multiple forms of communication is necessary to maintain an efficient and 
effective workforce.  
Communication in the workplace has continued to evolve. Since the mass 
introduction of the internet in the 1990s, forms of communication and interaction 
have changed drastically. Many employees have adopted the new forms of 
communication such as email, online chatting/instant messaging, Skyping or 
Google Hangout and texting. Some of the more traditional forms of 
communication have been a staple to the Arboretum’s way of communication. In 
this sense, some staff members continue to adhere to traditional communication 
tools such as mail, phone/voicemail conversations and face-to-face 
conversations.  
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LITERATURE REVIEW: 
Is multi-or cross-generational communication in the workplace as big of a 
deal as it seems to be? Numerous studies have shown that there is a difference 
in communication among the generations, but, the ability to adapt to the different 
methods of communication may be the key to keeping a happy and mentally 
healthy workforce. W. Stanton Smith (2008) of Deloitte LLP., wrote an article 
titled “Decoding Generational Differences: Fact, fiction… or should we just get 
back to work?”  
This title is very fitting for this research since the main topic is how 
preferences for workplace communication channels vary by generation. The 
article by Smith challenges the thinking that it is a generational divide. The article 
covers topics such as why it is important to get a deeper understanding of 
millennials (Gen y) and describes how their preference in communication is 
different from that of baby boomers. When attracting and maintaining millennials, 
Smith encourages a change in the mindset of supervisors and managers, asking 
them to engage millennials and baby boomers so they can enhance the learning 
experience of both generations. Smith states that millennials are able to be 
developed into an energized and positive part of the workforce.  
The four generations in today’s workforce are veterans (or matures), born 
before 1946, baby boomers, born between 1946 and 1964; generation X, born 
between 1965 and 1980 and millennials, born after 1980. The main concern 
Smith covers in his article is the use of technology among millennials and how it 
is affecting the workplace and its efficiency. The traditional office space is 
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evolving, making it easier for millennials to do their job from a coffee shop on a 
Saturday, but making it harder for matures or baby boomers to keep a close eye 
on productivity and efficiency.  
In an article by Jennifer Deal (2007), the premise of a communication gap 
among generations is dismissed. She cites 10 myths and states that there are 
variations among generations, but for the most part, everyone is looking for the 
same thing. 1. All generations have similar values. 2. Everyone wants respect. 3. 
Trust matters. 4. People want leaders who are credible and trustworthy. 5. 
Organizational politics is a problem – no matter how old or young you are. 6. No 
one really likes change. 7. Loyalty depends on the context, not on the generation. 
8. It’s as easy to retain a young person as it is to retain an older one – if you do 
the right things. 9. Everyone wants to learn – more than just about anything else. 
10. Almost everyone wants a coach. (Deal, 2007) The main focus of this article is 
on strong leadership. When weak leaders have strong teams, they begin to 
struggle to determine who has the power. They sometimes spend more time 
determining who has the power than getting work done.  
Greg Hammill (2005), of Fairleigh Dickinson University, wrote an article 
called “Mixing and Managing Four Generations of Employees.” This is the first 
time in history that there have been four generations employed at the same time 
in the workplace. He starts out quoting comments like: “You’re right, but I’m the 
boss!” “Just do your job!” “I remember when…”  “The kid wants a promotion after 
six months on the job!” These are all common quotes heard throughout the office 
today. He claims that each generation has distinct attitudes, behaviors, 
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expectations, habits and motivational buttons. The key is to unlock the mystery of 
those behaviors through researching underlying values and personal and lifestyle 
characteristics relative to each generation. Communication styles, reported by 
Hammill, are as follows.  
Veterans (Matures) prefer a formal memo when communicating. Baby 
boomers prefer in-person or face-to-face conversation. Gen Xers prefer direct or 
immediate contact via face-to-face or technology.  Millennials (Gen y) prefer 
email or voicemail communications. The different methods of motivation are as 
follows: Matures, Your experience is respected. Baby boomers, You are valued – 
You are needed. Gen X, Do it your way – forget the rules. Millennials, You will 
work with other bright, creative people (Hammill, 2005). 
The Work and Family life ratio was broken down into: Veterans, Ne’er the twain 
shall meet; Baby boomers, No balance – Work to live. Gen X, Balance. 
Millennials, Balance (Hammill, 2005). 
The author ends the article stating that “At the beginning of any team 
formation, an effective leader should consider spending time learning how team 
members wish to communicate” (Hammill, 2005. p.6). 
Anick Tolbize is a renowned leader in cross-generational communications. 
Once employed by the University of Minnesota, he wrote training tools on how to 
understand generational differences in the workplace. He is quoted as saying, 
“Generational conflict is more likely to arise from errors of attribution and 
perception, than from valid differences. Therefore, effective communication is 
critical when dealing with generational conflict” (Tolbize, 2008, p.13). 
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 Tolbize discusses how to keep employees satisfied with the 
communication among generations but doesn’t touch on specific forms. The key 
concepts he iterates are: keeping everyone in the loop, making coaching/training 
the responsibility of management, and building credibility between managers and 
employees. This is a common theme throughout most of the research found on 
communication in the workplace.  
 The Hilson and Ennels (2009) article discussed the importance of sharing 
information across generations. The main focus of the study was to enhance the 
experience for all generations. The use of the “The Golden Link” model was 
described. The goal of the research was to see if the authors could determine a 
common communication tool that would cross all borders of culture, department 
and generation. The Golden Link model pairs an older employee with a younger 
employee. The older employee explains a process to the younger employee and 
that younger employee creates charts/graphs based on the information provided. 
Working as a team, the two generations are able to determine the best way to 
relay information to one another. This information could be crucial to determining 
the way Arboretum employees communicate. The benefit of using the efficiency 
of a younger employee’s tech-savvy skills and pairing it with that of an older 
employee’s knowledge and skill could be crucial to expanding the efficiency of 
the Arboretum’s workforce.  
 Nancy Pekala (2009), describes in detail the history of each generation. In 
the chart (p. 35), Pekala breaks down the thought process behind some 
important generational differences. Technology: Matures, Technology changed 
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the landscape of the country. Baby boomers, The Microwave is great! 
Technology makes my life easier. Gen X, Technology is my computer that 
processes millions of bits of information instantly.  Millennials, Technology lets 
me talk with the guy from Bangladesh. (Pekala, 2001) 
Although these seem like generalized ways each generation sees 
technology, the importance of what is said is based on each generation’s 
perception. Matures see the importance of technology but don’t feel the need to 
embrace it. Baby boomers like technology because of the ease it brings to their 
life. It may not make them more apt to use it in the workplace but simple forms of 
it will be used at home. Gen X has an understanding and appreciation for 
technology. They try to find ways to use it to improve work efficiency and 
everyday functions. Millennials take it for granted. Not growing up without it, they 
don’t know what it is like not to have everything at their fingertips.  
 An article by Lindsey Pollak, (2009) sums it up pretty well. She boils it 
down to the fact that communication is first and foremost about the other person. 
It’s not about what would be easiest, fastest or least scary for you. If you want to 
get ahead at work, communicate in whatever way the other person prefers. She 
states…“that the ‘U’ comes before ‘I’ in communicate. If you want your message 
to be received, the best thing you can do is to present it in a way the listener 
wants to hear it.” (Pollak, 2009, p.2)  
 As the Arboretum continues to grow, there is some resistance from staff 
members to adjust their work and communication style to meet the needs of the 
changing climate…and in some instances, to place the customer or visitor at the 
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forefront to guide decision-making. Hence, there is a need for a phased 
employee communication initiative to evolve the workplace culture of the 
Arboretum. The increased focus on a positive visitor experience has reduced 
management’s focus on maintaining a manageable workload for the staff. This 
has caused some employee resistance to change. Resistance could be reduced 
by introducing phases such as – leveraging face-to face interactions, team 
building and then introducing the modern concepts of communication channels. 
The article by Pat Riley, “Creating a High Performance Team,” gives 
examples of the proper steps to take when dealing with a multi-generational 
workforce that is in the midst of a workplace change. One of the obstacles at the 
Arboretum is that the current way of communicating is outdated. The Arboretum 
has seen many changes in the past decade. The staff may have been more open 
to the changes if they would have had input. Some of the most recent changes 
involve the addition of a large Oswald Visitor Center. (The Arboretum previously 
had only one visitor center, the Snyder Building. It was a complex that housed a 
small staff and information center.) The updated, much larger Visitor Center is 
more functional and is able to handle the increased visitor traffic. Some staff 
members were resistant to the change because of the negative imprint a larger 
building would have on neighboring gardens.  
The old ways of communicating needed to be updated also in order to 
maintain efficiency, but the balance hasn’t been found yet. In the article, Riley 
states that the seven intangibles people want in the workplace are: appreciation, 
respect, trust, individual growth, a good boss, compatible co-workers and a 
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sense of purpose. These were similar to indicators mentioned in Tolbiz’s article 
above but they are more specific and, similar to Tolbiz’s definition, they are 
cross-generational. Riley also points out that the communication channels used 
to broadcast and manage the expectations of the seven intangibles are: team 
meetings, one-on-ones, and broadcast status notes. He believes that all of these 
platforms should be used simultaneously; taking the extra steps to ensure that 
each generation is getting the information in a format they understand and are 
retaining the information.  It may sound like a time-consuming practice, but in the 
end, the ability to communicate effectively and maintain open channels of 
communication would prove to be invaluable.  
The article by Neil Simmons, “Leveraging Generational Work Styles to 
Meet Business Objectives,” shares insight into the overlap and mentoring 
practices of the generations. Simmons also discusses the communication 
channels’ current state of flux. He believes that the dynamics of communication 
are changing. This flux comes at a time when the generational landscape is 
changing also. Technology is a key source for doing business and delivering 
services (Simmons, 2011). Simmons states, “All three generations embrace 
technology to increase workplace efficiency. However, employers must be aware 
that millennial digital natives may grow impatient with the applications that are 
the lifeblood of many corporations… Finding ways for these systems to provide 
the value these workers anticipate and expect within their terms – unified, 
electronic, and mobile – will enable and encourage them to participate more fully 
in the organization”(p.32). It is difficult to say whether or not the communication 
                                     Cross-Generational Communications in the Workplace 
 18
gap needs more or less technology, but the article specifically targets the 
increased usage of social media by millennials. The positive impact gen Xers 
have as mentors to millennials has improved the usage of this form of media, but 
the usage by the baby boomer generation still has yet to be explored by 
Simmons.  
Joyce A. Hahn, (2011) published the article, “Managing Multiple 
Generations: Scenarios From the Workplace.” The article focuses on problems 
among generations with a specific focus on communications. The findings 
published were that communication and respect are the underlying key strategies 
to understanding and bridging the generational gap in the workplace (Hahn, 
2011). Hahn discusses the ACORN model and its five precepts (Xemeke et al., 
2000, pp. 156-158). These operational ideas are used to help a company grow 
“oak-strong.” The use of these precepts helps to create a work environment that 
is supportive of multiple generations.  
1. Accommodate employee differences by treating employees like internal 
customers. Get to know who they are and what they like. Meet their specific 
needs which, in turn, will create a friendlier workplace. 2. Create workplace 
choices by removing the links in the chain of command and by reducing the 
amount of bureaucracy in the workplace. Communications could be varied by 
generations, while still being focused on message. 3. Operate from a 
sophisticated management style by providing an overall goal for the workplace 
and allowing employees the opportunity to work together to get it done. Give 
frequent rewards and recognition to motivate staff to do their best. 4. Respect 
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competence and initiative by assuming the best from your employees. Treat all 
employees like they have great things to offer – from new staff to seasoned staff. 
Motivate them to help them perform at their best. 5. Nourish retention by creating 
the opportunity for lateral moves around the company. It broadens assignments 
and utilizes the staff’s best skills (Hahn, 2011). 
 
 
 
 
 
 
 
 
 
 
An example of using the ACORN model at the Arboretum for social media 
usage is as follows (Adapted from Hahn, 2011): 
1. Accommodate Employee Difference – Social media has increasingly 
become a major form of communication at the Arboretum. Generation Xers and 
millennials are most comfortable with the concept of social media. The 
Arboretum currently contracts the posting responsibility to a firm that is aware of 
the trends in social media posting and consumption. The idea of creating a 
dialogue with the audience is foreign to some of the baby boomers and matures 
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generations at the Arboretum. The former way of pushing the message to the 
group seems to creep back into play on occasion. Issues faced were that the firm 
would post more conversational items such as, “What is your favorite garden?” 
and fans would post comments immediately. Staff members of the baby 
boomer/mature generations would post items such as, “Garden tour at the 
Arboretum this weekend. Register today!” This forced message or sales 
message was receiving negative feedback from the fans.  
2. Create Workplace Choices – Facebook is currently the Arboretum’s 
main social media channel. Initially, numerous Arboretum employees had 
administration rights which gave them the ability to post comments on Facebook. 
This caused issues because multiple Arboretum employees were posting 
numerous times a day. The posts were inconsistent with current best practices. 
The posts were intrinsically ad-focused which distanced the reader instead of 
being dialogue-focused which engaged the reader.  The marketing team revoked 
all but three admin posting rights and reinstated the best practices of dialogue-
focused postings.  
3. Operate from a Sophisticated Management Style – The marketing 
supervisor was able to discuss the reason for the changes to the social media 
strategy because of feedback provided by the firm. The strategic plan and open 
dialogue concept was relayed to all generations involved across all departments. 
The plan was introduced with specific goals in mind and the increase in Likes 
created support for the plan.  
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4. Respect Competence and Initiative – Arboretum grounds employees 
are very passionate about their work contribution. Each has a specific garden or 
part of the grounds they work in. The departments of the Arboretum are 
continually launching creative educational programming or opening new areas for 
facility rental purposes. That said, there are ways to increase awareness of the 
new initiatives and social media is one of those methods, but without a strategic 
communications plan in place, the channel gets jumbled and it decreases the 
chance that any message from the Arboretum will be heard.  
5. Nourish Retention – All of the previous parts to the ACORN model listed 
will help in the retention of employees. Giving them input, setting specific goals, 
giving them the opportunity to grow with the organization and giving them a voice 
will help to maintain and sustain employment at the Arboretum.  
Bruce K. Berger (2008) noted similar issues and opportunities involving 
internal communications. He noted the importance of using multiple forms of 
communication media to ensure a more efficient workplace. Berger also notes 
that the communication models are always changing and will continue to do so. 
Berger breaks the communication networks down into two forms. Formal 
communication which consists of memos, newsletters, etc., are used to show an 
organization’s hierarchy. Informal communication is the second form. Informal 
communication consists of rumors, the grapevine and electronic forms of relaying 
messages. Formal communication has a vertical or top-down approach which 
also enforces the hierarchical use of the tool. Horizontal communication best 
relates to informal communication. Berger discusses the less formal methods of 
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communication as more authentic. One extremely interesting and concluding 
message Berger sends is that the most used channel of communication is 
listening (Harris and Nelson, 2008). This consumes about half of our time 
(Johnson, 1996). Berger states that “effective listening is crucial to learning, 
understanding, conflict resolution and productive team work. It helps leaders at 
all levels improve employee morale, retain employees and uncover and resolve 
problems” (Berger, 2008, p.4) 
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METHODS & DATA COLLECTION:  
The research questions posed are: 
How do cross-generational employees shape supervisor/leadership styles?  
What is the most effective way to communicate with multiple generations in the 
workplace?  
SURVEY PROCEDURE: 
The Institutional Review Board (IRB) process was completed before any 
University of Minnesota employee took the online or intensive survey. The IRB 
forms were submitted and the project was deemed exempt (Appendix A). 
Surveys were printed and handed out to the Arboretum staff at the all-staff 
meeting on May 1, 2013, just after IRB approval came through. A survey for 
Arboretum staff was created to answer the research questions above (Appendix 
B). 
Hard copies of the Arboretum Staff survey were printed and presented to the 
staff at the meeting. A presentation was given discussing the confidentiality of the 
survey along with the other restrictions of the IRB. The Arboretum employs 232 
people; approximately 90 attended the meeting. Of those 90 attendees, 61 
completed the survey.  
The same survey was offered online and sent to the staff using the Arboretum’s 
“Arb-2All” email address. The handwritten surveys were manually added to the 
online survey in addition to the 36 new surveys taken online. A total of 97 
surveys were taken as of May 8, 2013 (Appendix B).  
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Intensive interviews were scheduled with six Arboretum supervisors. All 
interviews were completed by May 8, 2013 (Appendix C). A focus group 
consisting of seven Arboretum employees and supervisors was conducted on 
May 10, 2013. The focus group was scheduled for 60 minutes and stayed within 
that timeframe (Appendix D). 
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QUANTITATIVE SURVEY RESULTS:  
To get a general sense of where the employee fit into the generational scale, the 
question – “What best represents your age?” was asked 
18-32 years (millennial), 33-48 years (gen X), 49-67 years (baby boomers), 68-
93 years (matures) the largest group of employees to take the survey were baby 
boomers at 47.4 percent. The median age for an Arboretum employee falls within 
the 49-67 year old range. The percentage of females that took the survey was 
70.8 and males were 29.2 percent.  
 
 
When asked how many years the respondent has worked at the Arboretum, the 
results showed 10 percent was less than one year, 30.2 percent was one to four 
years. The second highest answer at 27.1 percent is 5-10 years. 9.4 percent is 
11-15 years, 6.3 percent is 16-20 years, and 21-25 years was 11.5 percent and 
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26 + years was 6 percent. Longevity at the Arboretum is very common. 
 
The third question – “What best describes responsibilities in your current job?” 
22.4 percent of respondents are Garden Crew, 11.8 percent are Building Crew, 
36.5 percent are Support Staff, 9.4 percent are Supervisors, 12.9 are Managers, 
1.2 percent are Directors and 5.9 percent are Front Line Staff.  
Now that the basics of the respondents’ information were gathered, the 
survey transitioned into the communication preferences of the employee.  
When receiving information about job policies and procedures, Email/instant 
messaging/online was the most preferred form of communication, at 69.5 percent, 
followed by face-to-face conversation.  
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Although the preference for receiving policy and procedural communications from 
employees was Email/Instant Messaging/Online, the survey showed that most 
supervisors were not communicating to the employee the way they preferred. 
The chart below shows that Face to Face communication was the preference by 
supervisors when relaying job policies and procedures to employees.  
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When asked how the respondent preferred to receive information about job 
changes from their supervisor, they said via Email/instant messaging/online (66 
percent) and second was face-to-face conversation. 
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 The graph below shows a breakdown according to generations. The chart shows 
that the 49-67 age group has the highest preference of receiving email/instant 
message/online interaction when getting information about changes in work 
policy or procedures.   
When asked what best describes how they prefer to receive information 
about work projects, face-to-face conversation at 73.1 percent was the most 
commonly chosen answer, while email/instant messaging/online was second. 
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When asked how they prefer to receive information about changes in 
projects, face-to-face conversation was most commonly used at 61.5 percent 
followed by email/instant messaging/online.  
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When asked what best describes how they prefer to receive information 
about work performance issues, face-to-face conversation was highest at 83.1 
percent.  
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Face-to-face conversation was also highest (70.9 percent) when receiving 
feedback on positive work performance.  
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When receiving comments in general, the respondents were fairly split 
between face-to-face conversation (52.2 percent) and email/instant 
messaging/online (53.3 percent).  
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Respondents then answered whether or not their job involved supervisory 
duties. Of those surveyed, 60 percent said no and 40 percent said yes.  
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When those who said yes to having a supervisory role were asked how 
they present information about policies and procedures, 80 percent said they use 
face-to-face conversation. When asked how they present changes in policies and 
procedures, 73.2 percent said they use face-to-face conversation.  
For those that answered yes to being in a supervisory role, when asked what 
best describes how they present information about new projects to employees, 
they responded with face-to-face conversation at 83.3 percent.  
When giving project updates to employees, supervisors say face-to-face 
conversation is 66.7 percent. If having to discuss work performance issues with 
an employee, supervisors mostly use face-to-face conversation at 94.4 percent. 
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When sharing positive performance feedback or kudos, 81.6 percent of 
supervisors prefer face-to-face conversation. When asked how they generally 
prefer to share information about comments or workplace concerns, face-to-face 
conversation was again a preferred method at 75 percent.  
  General questions were asked to the entire group about time spent using 
the following methods. On average, when asked, what describes the amount of 
time spent on phone/Voicemail in your job? (Per day) 0-1 hours was the highest 
rated answer at 68.8 percent.  
 
When asked how much time was spent on email/instant messaging/online, 0-1 
hours was the highest answer at 36.5 percent.  
                                     Cross-Generational Communications in the Workplace 
 37
 
Text messaging was the least preferred method of communication with none 
being the highest answer at 74.7 percent. Face-to-face conversation was highest 
at 2-3 hours at 38.5 percent.  
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When asked how likely the respondent was to try new methods of 
communication at their job, 52.6 percent said they were likely to try new methods.  
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When respondents were asked if they felt they were technology savvy, 33 
percent that they were. The highest number of respondents said face-to-face 
communications (75.8 percent) was their most effective way to communicate.  
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When asked if they would use multiple forms of communicating at work, 
44.8 percent said it was likely they would.  
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When asked if they currently use the Arboretum’s Intranet as a resource, 
69.8 percent said they do.   
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INTENSIVE INTERVIEWS: 
Six intensive interviews were conducted to determine how cross-
generational employees shape/define supervisor roles. A standard list of eight 
questions was given to all respondents.  
Respondents all had supervisory duties over employees at various age 
ranges and manage anywhere from 2-53 employees. When asked if they 
supervised employees who were younger or older than themselves, the majority 
said they were both younger and older.  
 When asked if it was possible to personalize their methods of 
communication for each person they supervise, the answers varied. Most of the 
comments were related to working together as a team. Sharing face-to-face 
conversations was most important to getting the word across. Many found that 
face-to-face conversation was the most effective way to communicate because of 
the ability to see facial cues. Facial cues are a form of media richness. (Media 
richness is the determination of how the content of a conversation is relayed and 
understood.) Computer-mediated communication (CMC) and face-to-face 
communication (FTF) pros and cons are explained by David S. Kerr and Udday S. 
Murthy (2009). Both CMC and FTF have an important role in multi-generational 
communication.  Kerr and Murthy (2009) have determined that there are four 
factors to influence media richness.  1. The ability to transmit multiple cues (e.g., 
voice and facial gestures) 2. Immediacy of feedback 3. Language variety and 4. 
Personal focus. Although FTF is the richest form of media because of the 
influences mentioned, CMC does have its place in the media richness realm. 
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Parallel communication is a viable form of communication when the message 
being sent is that of a low task equivocality (Kerr, Murthy, 2008).  Face-to-face 
communication was preferred by supervisors because it provided them the ability 
to see that their staff was actually understanding and actively receiving the 
information. It also gave the supervisor the opportunity to explain in more detail 
to those that needed it.  
One respondent said that face-to-face is preferred, but a follow-up email is 
necessary to ensure the communication was documented. It was a general 
consensus that because of the number of staff under their supervision, it was not 
possible to target specific communication to each employee.  
 When asked which of the following methods was their preferred form of 
communication, three respondents preferred face-to-face conversation, two 
preferred Email/instant messaging/online and one preferred Phone/Voicemail.  
 When asked what they felt they could do to improve communications with 
their staff, the responses were as follows –  
Ask more questions, be a better coach, breakdown comes from a 
misunderstood written message, take the time to be pro-active regarding needs 
and expectations – through meetings and delegations. Be more prepared myself, 
always flying by the seat of my pants.  
 When asked what they felt their staff could do to improve communications, 
they said – Understand that I do not point fingers or lay blame. Bring the problem 
to me and help me come up with a way to solve it. They could pay attention in 
                                     Cross-Generational Communications in the Workplace 
 44
morning meetings and ask questions if something isn’t clear. Ask more questions. 
Reiterate an open door policy – always ask questions.  
 Lastly, when asked if they felt that communication needs varied among 
generations, they said –  
Interviewee 1 said, “Yes, I can get the attention of older employees easier 
or they seem to pay more attention because they are a loyal employee, an 
engaged staff member, and not just there for a paycheck. The younger staff are 
texting or chatting with each other. They look like they would rather be napping.” 
Interviewee 2 said, “Yes and No – I think communication needs vary not 
so much based on generations but on the individual personality. I believe you 
need to understand your employee’s motivation for working at your organization 
and foster an environment that gives them the best atmosphere to achieve their 
goals both personally and professionally while balancing the needs of the 
organization.”  
Interviewee 3 said, “I think it can if employees don’t realize there is a 
difference between how generations or specific people prefer to communicate.”  
Interviewee 4 said, “I do believe communication between multiple 
generations does have an effect on employee performance.”  
Interviewee 5 said, “I think that sometimes younger people think they 
know it all. Older employees have the experience and know what works and what 
doesn’t work. It is important to bring staff together so ideas or problems can be 
talked about and come to an overall solution.”  
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Interviewee 6 said, “A concern within our organization – with some 
understanding electronic communication while others don’t or don’t want to 
understand it. Therefore – meetings…meetings…meetings…meetings. 
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FOCUS GROUP:  
A focus group of seven Arboretum staff members consisting of two 
managers, three supervisors, one front line staff member and one garden crew 
member, along with myself as the moderator, was conducted on May 10, 2013. 
The participants were given an IRB confidentiality sheet and also recited the 
confidentiality statement before proceeding with the discussion. The focus group 
was told the length of time for the discussion was 60 minutes. The focus group 
completed discussion in 55 minutes and departed. The discussion was recorded 
and transcribed by the moderator. Some of the key findings that inform the 
hypothesis and research questions follow:  
The Arboretum intranet is an employee portal that provides access to 
employee work documents, contact information, organization charts, etc. When 
asked if the group used the Arboretum’s Intranet as a resource, most of them 
responded yes. They used it mainly as a portal to checking their email. Using it 
for different objectives came into question but aside from the email portal, many 
used it as a resource for human resource documents. 
The current way most staff members use to communicate to the entire 
staff is through an “Arb2All” email. This is an email list consisting of all 230 
Arboretum employees, trustees and CFANS colleagues. It was mentioned by 
group members that one of the issues with using this form of communication is 
that they have difficulty wading through all the emails to get necessary and 
important information. There are various uses for the Arb2All, so employees may 
get inundated by the amount of emails they get on a daily basis.  
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Arboretum intranet viability could be improved as it currently is under-
utilized. The group acknowledged that face-to-face communication is the most 
widely used form of communication at the Arboretum. Email is second and is 
used when a reminder or documentation of a conversation is necessary.  It was 
mentioned that email serves as a tracker for information and face-to-face 
conversation serves as an easier way for groups to share internal and external 
communications. 
When asked what are the positives about the current communication 
system – the comment was – Is there a system? There was no positive input 
about the current Arb2All system. At the all-staff meetings, many staff members 
are tuned out for the important messages. If those important messages aren’t 
repeated, they are lost. Also, not everyone is on the Arb2All system. The grounds 
crew shares two computers among 50 people.  
The concept of using monitors to scroll policies and procedures, mirroring 
the intranet was discussed; the positive was that the group could see the intranet 
from their satellite locations but might need too much time to watch information 
scroll. Adjustments were suggested and the concept was considered by the 
group. The overall findings of the group was that previous and current 
communication channels need to be updated in order to increase efficiency. This 
would be done by increasing computers for garden staff, purchasing iPads for 
their vehicles, increasing Wi-Fi availability throughout the grounds, etc.  
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BEST PRACTICES: 
The findings support the hypothesis in that preferences for workplace 
communication channels vary by generation. The type of information being 
received or given also has influence on which generation prefers a specific type 
of communication.  
Based on the research, most employees prefer email/instant 
messaging/online communications when receiving information about job policies 
and procedures. The findings show that currently supervisors prefer to share 
information via face-to-face conversation. Communication could be improved if 
the media channels were changed to focus on email/instant messaging/online 
forms of communication.  
Employees also showed a preference of email/instant messaging/online 
when receiving information about changes in job policies and procedures, the 
preferred method by employees would be to get the information via Email/instant 
messaging/online. This is because they have an electronic backup of the 
information and can store the data for future reference. Again, supervisors are 
mostly sharing this information via face-to-face conversation.   
When a new employee receives information about new work projects, they 
prefer face-to-face communication. This is because of the ability to ask questions 
or clarify any gray areas. Research has shown that supervisors are sharing this 
information in the preferred face-to-face form of communication.   
Just as employees preferred face-to-face communication for new projects, 
they also prefer face-to-face communication when supervisors are asking them 
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to change the scope of a project. Again, supervisors are asking for changes via 
face-to-face communication so the process is running smoothly.  
The method preferred by employees for receiving information about work 
performance issues is face-to-face communication. Supervisors are currently 
sharing most work performance issues information via face-to-face 
communication. Some supervisors are following the conversation with an email 
so the documentation is available if employees relapse or continue to repeat the 
behavior.    
When receiving information about positive work performance or kudos, 
employees prefer face-to-face communication. Supervisors are currently sharing 
most positive work performance or kudos information via face-to-face 
communication. Sometimes, especially at the Arboretum, emails are sent to the 
management and kudos are given at the monthly staff meetings.    
When getting general comments or sharing general information, 
employees would rather get the information via email/instant messaging/online. 
As with many of the other situations, supervisors are currently sharing general 
information via face-to-face communication. There may need to be a shift in 
employee/supervisor communication to ensure efficiency when relaying general 
information.   
Supervisors felt that compiling general information, such as event, 
program, logistical or seasonal trends, into one system could help make the 
retrieval of information more efficient. The supervisor could then relay the 
information for those who aren’t tech-savvy by giving them the information via 
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face-to-face communication. The update of the current intranet could assist in 
making the compilation of information easier for the supervisors to disseminate. 
The findings support that the communication methods preferred by the varied 
levels of multi-generational employees does have an effect on the way a 
supervisor shapes his or her supervisor/leadership style.   
Codes could also be assigned to different types of information. This would 
help raise awareness when determining what channels employees prefer to 
receive their information through. An example would be – for a new policy, the 
code would be NP-E (meaning New Policy – Email preference). The chart below 
shows an example of how the majority of the group overall prefers to be 
communicated to about certain types of issues, procedures, projects, etc.  
The survey, interviews and focus group research supports the findings 
that the most effective way to communicate with multiple generations in the 
workplace is to use specific forms of media (see graph below) to target each of 
the employee groups. Target generations have multiple preferred channels 
based on the information being relayed. So the hypotheses that preferences for 
workplace communication channels vary by generation is supported by the 
research findings.  
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RESEARCH LIMITATIONS: 
The Arboretum staff survey was limited in generational variance due to the 
classification of employees at the Arboretum. The highest number of employees 
surveyed fell within the baby boomer classification. Out of the 230 employees at 
the Arboretum, 97 took the survey.  
A minority of staff members are not computer literate, so they were unable 
to take the survey easily online. Multiple answers were recorded on quantitative 
survey. Hardcopy handouts were given out to staff members who did not have a 
computer terminal. Although directions on the form requested that only one 
answer be selected per question, on occasion, multiple answers were recorded. 
Response bias was controlled through the use of the IRB forms handed to all 
participants of the focus group which included confidentiality information. The 
focus group participants were not employees supervised by the author which 
also reduced bias.   
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RECOMMENDATIONS FOR FUTURE RESEARCH: 
The Arboretum employees have a great passion for their work. They 
understand that things are changing and that they must change their workplace 
attitudes, approach to working as a team and communication habits to create 
and maintain workplace efficiency and productivity.  
More research needs to be done to determine what information should be 
used on the Arboretum’s Intranet, and to determine if a mentoring program or 
“Golden Link” program is feasible at the Arboretum.  
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CONCLUSION: 
There are many methods of communication in the workplace. Studies 
support the findings that communication in the workplace will only get more 
confusing as the years progress. Generational communication is currently an 
issue but there are more similarities than differences when it comes to the way 
the different generations prefer to communicate. Although it isn’t possible to 
target each individual’s communication needs, especially when supervising a 
large number of employees, the key is to have an open conversation.  
Ask questions about how your employees prefer to be communicated to. 
Would they be willing to use alternate forms of communication? Does the way 
you communicate impede their work performance? These are all questions you 
can ask to determine whether your team would benefit from a quick 10-minute 
meeting every morning before the workday begins, or is it an email? Phone and 
text seemed to be the least preferred method of communication among 
Arboretum employees. Supervisors also showed text and phone to be the least 
preferred, but that may change in the future.  
The key is to keep the doors of communication open. The overall 
workplace experience at the Arboretum is positive, but the team is feeling the 
strain of growth. Emphasize accomplishment and pause for a moment to 
celebrate achievements before jumping to the next challenge. The objective of 
this research is to continue to improve communications in the workplace and 
maintain a healthy work environment.  
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FUTURE PLANS FOR IMPLEMENTATION:   
Taking into consideration the findings from the Arboretum employee surveys, 
interviews and focus group while combining the findings with the information 
culled from the research, next steps would include the following.  
Determination of a champion for implementation of the communication initiative 
the beginning a phased process to implement.   
Phase 1 – Leverage face-to-face communication 
Phase 2 – Implement team-building exercises to improve communication skills 
Phase 3 – Introduce a plan for better use of existing technology (email, intranet, 
etc.) until budget allows for more feasible approach.  
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 Appendix D – Multi-Generational Communication Focus Group
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MULTI-GENERATIONAL COMMUNICATIONS FOCUS GROUP 
TRANSCRIPTION 
 
Moderator (M) Today are all here to participate in a focus group.  
(M) You are current original employees. Some of the challenges we face is that we’re open seven 
days a week and we are full-and part-time staff and it becomes a challenge to communicate with 
all of those people.  
(M) Today we're going to try to see if there better ways to communicate with staff. With an 
expectation for growth in the future communication will be extremely important. 
(M) Whatever we say it stays within this group and within this room on everything is total totally 
confidential. No names will be used are published but what we are looking for is open and honest 
discussion about any issues and positive or negative about current communication.  
(M) You all took the survey on generational communication in the workplace so this is kind of a 
follow-up to that survey wherein that uses focus group to deepen the initial findings of the larger 
quantitative survey.  
(M) Some of this session has to do with grounds crew so we’ll leave that for later. In the surveys, I 
talked about email conversation, face-to-face conversation, text messaging and phone/voicemail.  
(M) Some of the things they want to talk about is the current usage of the intranet. Do any of you 
use the intranet that the intern that intranet. What do you use the intranet for?  
Participant (P) Manages to check my own personal email, not for communicating.  
(P) I use it to go the Internet.  
(P) I use the intranet to get different forms express requests etc. 
(P) I going to the internal intranet to access email and see the contact list of employees.  
(P) Mostly for express request scheduling. It works well. If I am at the front desk, it is easy to tell 
someone what is coming up for events, etc.  
(P) I use it to run reports for upcoming meetings events etc. and for forms. 
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(M) Can you see this being used differently as a supervisor?  
(P) For me it seems to work well for what I need. I can access things I need on the weekend such 
as injury reports, severe weather procedures etc. It is a bit difficult to use at first but if you use it a 
bit you can get used to it. You just have to play around a bit.  
(P) It think it is an underutilized but nice tool that is in a good location for everything.  
(P) At another job, I used the intranet for alerts but here there are lots of things happening - 
there's lots of Arb-2All emails so you have to kind of think about it.  
(P) I see more news releases or was it is going to be like this weekend on email instead of the 
intranet.  
(P) I think it would be good to use the intranet for personal staff items – like if someone needs 
employee vacation donation or different things. Maybe they are selling something and we don’t 
want to send out an Arb-2-All to everyone.  
(M) Do you see any challenges to getting information to the garden crew when they are out on 
the grounds?  
(P) It is always an issue getting the information out to them. Some even check their emails from 
home because of the lack of computer accessibility.  
(P) There's a lot of people that don't even know what's on that intranet.  
(P) I agree. Until I was here more often I didn't even know what it was. For your part-time staff, 
we never even knew how to access it.  
(M) What would you expect to find on an Intranet?  
(P) Confidential information…  
(P) The expectation to use it as a source of information is great but then we have to be willing to 
make sure to put all important items on the intranet.  
(M) In your everyday Arboretum communication, how do you generally communicate with your 
employees?  
(P) I would say face-to-face is the most used second to email.  
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(P) A quick face-to-face email is easy – most of the time I get information from email but if it's 
something that I wanted it done soon, I have to do by phone face-to-face so I have a guarantee 
that the project or request was finished.  
(P) On the other hand, if you do it by email, you at least have a written record to keep track of.  
(M) In regards to just getting general information out to people, what are some positives of the 
current system? 
(P) Is there a system? There isn't anything written out there's no system that I can see.  
(P) I don’t know about any a procedure of getting information to certain ground staff. Some are 
able to get the information; most of the grounds staff doesn't use it in Internet.  
(P) To get that information provided at the all staff meeting sometimes very important 
announcements kind of get lost in the beginning and not really repeated.  
(M) What do you think of budgeting in order to incorporate monitors on the walls of the interior 
employee halls to stream the intranet? Examples in the hallway downstairs – examples of using 
the monitors to show policies, procedures and events.  
(P) How do you information on there? Would it look like that information on the intranet? Just on a 
larger screen? I think that would be great if we could put information on that someone would keep 
current. 
(P) An area or department person would have to be appointed and always be responsible for 
posting it. (P) I'm wondering how that would work. Would you be standing there looking at it – 
waiting to hear about severe weather? During the severe weather you need instant access to 
information.  
(P) Would the monitors be public? I don’t think that would be appropriate. 
(M) I think the monitors would be mainly used in the staff/employee areas of the Arboretum.  
(P) It would be nice to have it in the basement of the Snyder building, HRC, headhouse and one 
in the back shop and lunchroom.  
(M) It would almost be like the current system when an alert comes up on the computer screen.  
(P) The only issue is that you would have to be at your desk for it to be effective.  
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(P) Bookends of information in short phrases – likely could be used for things such as tornado 
warnings since they are few and far between. 
(M) Do feel this would help the situation?  
(P) There has to be some personal responsibility. Like looking for answers to questions about 
event’s etc. such as in the magazine, news releases, etc.  
(P) There is definitely a problem we've had here. It is because of a lack of communication.  
(M) How do we get the communication out to 200 people in the summertime?  
(M) Do you think it has to do with the issue of having so many different modes of communication? 
An excuse so people can say I wasn’t at the staff meeting, I didn't get that email or that this would 
be one catchall or one place that was a source of communication.  
(P) I think it would make sense in one centralized location – something would give daily 
information so you didn’t have the excuse that you didn’t read the email, etc. or that I am not 
scheduled in the morning so I'm not at the staff meetings.  
(P) You know the saying – you can lead a horse to water but you can't stick his head in their head 
in and make them drink!  
(P) I think the concept is a good idea because I like email but I get so clogged up and if I'm gone 
for one day it takes me two weeks to get through emails – some I never even get opened up. I 
sometimes have a thousand left from five days ago.  
(P) I guess you can always lead a horse to water but if there's one source of water in our 
information, or stories about it are all the same, then it is easier to understand. It is hard when 
there are puddles here and there.  
(P) Some of the common sense issues here are that we have people who either don't have 
access to computers or don't want to have access to computers. 
(P) There's a lot of people here that don't want to use email on his computer at all and I have 
people that prefer computers and the Internet. 
(P) Those people probably on the grounds, at the HRC or somewhere remote.  
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(P) It seems to me that the communication breakdown because people in certain departments 
prefer to stay autonomous. Confidential information…. 
(P) They prefer to keep information private and not share with other departments.  
(P) When we are on the front line and we are unaware of the information needed to give the 
customer the correct answers, it is hard to do my job to the fullest.  
(P) Sometimes we have to scramble to pull information off the website or look at press releases 
to let people know what’s going on.  
(P) In regards to email, if you don't get it that day then the information is old. Sometimes I don’t 
get time to check emails before heading out.  
(P) I have learned to communicate with my crew by having morning meetings – just 10 minutes 
every morning. I pull information off emails, website, etc and glean everything off what's 
happening in other areas of Arboretum information.  
(P) The meeting is also used to assign gardeners specific duties for the day.  
(M) You feel that's an effective way to communicate with your staff?  
(P) Yes, I think it is effective but it does take time to pull from all areas of the Arboretum to get the 
information together. It might be easier if all of the information was all in one place but all within 
categories or divisions. 
(P)  There is a lot going on around here and it's only getting it worse. With more and more 
programming and events coming up, face-to-face is a good way of communicating but it may not 
be the most effective. Maybe there needs to be two levels of communication.  
(P) Maybe there's week to week or month when the magazine comes out but there's daily things 
that it doesn’t cover.  
(P) Maybe the intranet could have categories so it makes it a more likely place to allow the 
supervisor to disperse that information.  
(P) If one department was in charge of creating content it might be easier.   
(P) Maybe there's something about the intranet though - other arboretum employees could use it 
as a place for things that are of a more personal nature.  
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(P) Personal things could be announced similar to the previous Arboretum staff newsletter. It  
used to come out every Friday.  
(P) It was a lot of work on that staff but it shared some great information.  
(P) We got rid of the person that did that and then we didn't do it anymore.  
(M) What kind of information was in there?  
(P) It was mostly upcoming birthdays, parties, promotions, personal stories about people. 
(P) I remember when I first started there was little bits and pieces in the newsletter like - I’m 
selling Girl Scout cookies and selling my car. 
(P) We can’t use Arb-2-All email because it has to only be used for more professional information 
disbursement because today the emails go to campus. 
(M) A lot of the research in the study focuses on multigenerational communication. Do feel that 
they are generational communications and the workplace?  
(M) Broken out by boomers, matures, gen X and millennials.  
(M) Boomers are the largest part of the workforce. Do boomers make up the largest portion of 
staff at the arboretum? Yes  
(P) There are definitely differences!  
(P) The older generation doesn't want to use computer and your generation wants to use 
computers and iPhones.  
(M) Have you felt you have had to shift the way you supervise because of that?  
(P) No, They need to shift their style.  
(M) Do you have any specific examples of communication with younger generations? Examples 
of both younger and older. 
(P) I say they have to shift to me. An example when I was talking to younger workers and I left 
emails to see if they could work but I never got a response. One day I saw their brother and he 
sent him a text and got an answer immediately.  He called and said he never reads email 
anymore. 
(P) That is how I feel most of those kids operate email – it is passé – now it has moved to text.  
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(P) My wife even sends a text to her grandkids all the time – she has to do it or they won’t 
respond.  
(P) The way I see it is that if you wanted to improve communication, you have to put together 
print, email and text in some way.  
(M) How do you communicate with the kids now?  
(P) They know to check email now because I told them if they want hours they have to get back 
to me by the next day so I can get them on the schedule.  
(P) If they don't get back to me they don't get hours. And that works because it's printed in the 
afternoon. 
(P) I do feel that there needs to be compromises on both sides.  
(P) I fought texting for years, I was refusing for so long but my gosh, it’s a lifesaver.  
(P) I think the younger generation has to give in a bit too. Not everything has to be conveyed by 
text. 
(P) There is currently some sort of Arboretum texting use right now. I use my own phone to 
contact many people on a daily basis. I prefer text, especially when I am not working on Sunday. 
It is easier to just send a quick text and the issue is resolved. No phone talking.  
(P) I oversee younger employees than me - before the two younger ones came along, I never 
texted and then I had to go to unlimited because people at work, the people I oversee are 
communicating via text mostly but I don't think it's an effective form of communication. 
(P) There usually texting me on the days that I'm not working also so it's better than calling me 
and bothering me.  
(P) I don't think my staff knows the mission – their main concern is to keep the place beautiful. 
They don't really know what the mission is now. Ten years ago, no one really talked about it.  
(M) We are at the last portion of the group. I would like to thank you for participating. Have a great 
day everyone!  
 
 
